COMPLAINTS POLICY
November 2017 (This policy will be reviewed in November 2018)

Kaleidoscope Multi-Academy Trust Complaints Policy
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1. Introduction
Kaleidoscope Multi-Academy Trust comprises of Ashcombe, Becket, Christ Church C of E, Hutton C of E, St Martin’s C of E and Worle Village
Primary Schools. This document sets out the way in which schools within Kaleidoscope Multi-Academy Trust handles concerns and complaints.
Each day the Trust and its schools make many decisions and tries hard to do the best for all the children. Your comments - either positive or negative - are
helpful to us for future planning. You may want to talk to us about a particular aspect of the school which concerns you or you may have a complaint to
make. If you are dissatisfied in any way, please feel able to raise your concerns.

Formatted: Highlight
Commented [A1]: This is all on the next page under our
approach to complaints. Is it needed twice?

This policy may be used by:










a parent whose child attends or who has recently left a Kaleidoscope n Aspire Academies Trust school
members of the public
a Governor, Trustee or Member about a member of Staff
a member of Staff against an individual Governor, Trustee or Member acting in a personal capacity
members of the public (not Parents)
Data Protection and Freedom of Information related matters

This policy is not appropriate to address:









complaints by Governors about other Governors 
child protection procedures
appeals about admissions
complaints about fixed term or permanent exclusions from school


2.

Contact details

Kaleidoscope Multi-Academy Trust is based at St Martins C of E Primary School. However complaints will be dealt with by each individual school.
St Martin’s C of E Primary School,
Spring Hill,
Worle,
Weston-Super-Mare,
North Somerset.
BS22 9BQ
01934 628651
office@stmartinsschool.org.uk
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3. Our Approach to Complaints
We care about what you think
Each day this school makes many decisions and tries hard to do the best for all the children. Your comments - either positive or negative - are helpful for future
planning. You may want to talk to us about a particular aspect of this school, though not actually make a complaint - you just want to get something ‘off your chest’.
If you are dissatisfied about the way your child is being treated, or any actions or lack of action by us, please feel free to contact us using the details listed above. We
ask you to do so in a timely manner so that we can address any of your concerns as quickly as possible; we would not normally consider complaints made 12
months or more after the events.

Our aims








Your complaint will be dealt with honestly, politely and in confidence.
Your complaint will be looked into thoroughly and fairly.
If your complaint is urgent we will deal with it more quickly.
We will keep you up to date with progress at each stage.
You will get an apology if we have made a mistake.
You will be told what we are going to do to put things right.
You will get a full and clear written reply to formal complaints within 28 school days (5½ weeks).

4. How to make a complaint
a. Informally in the first instance: stage 1
If there is something you are not happy about, or you don’t understand why we are doing something in a particular way, please come in and discuss it with the
class teacher or another appropriate member of staff, such as the Special Educational Needs Co-ordinator (SENCo) if it is about Special Needs. We hope that most
complaints can be settled quickly and informally, either by putting matters right or by giving you an explanation.
We know that it can feel uncomfortable to question or challenge something, but if you don’t tell us what is worrying you we cannot explain what we are doing or
try to put it right. If the member of staff you speak to in the first instance is unable to attempt to resolve the matter, you should make an appointment with the
Headteacher. You should be able to sort out your worries but sometimes this is not possible. In this case there is a next step.
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b. Formally: stage 2
Where you are not satisfied with the outcome of the informal stage, you should request a meeting with the Headteacher of the school relating to your concern,
who will investigate your complaint and aim to inform you of the outcome within 10 school days (2 weeks). You may wish to use the complaints form at the end
of this document.
If your first contact is with individual Governors, they will advise you to take up your concerns with the appropriate member of staff or the Headteacher. A
Governor should not be made aware of a potential complaint as they may be required to sit on a Panel in the event of a formal hearing (stage 3) and should be
impartial.
If your complaint is about the Headteacher, you should write to the Chair of the Local Governing Body. If your child has a Statement of Special Educational Needs (SEN)
or an Education, Health and Care Plan (EHCP) you might find it helpful to talk to our Special Educational Needs Co-ordinator (SENCo) or your child’s named Special Needs
Officer at the Local Authority.

c. Formally: stage 3
If you remain dissatisfied following stage 2, and wish to take your complaint further, you will be asked to complete a form or write a letter addressed to the
Chair of the Local Governing Body. In the letter you should:
 
 


Make it clear why you are complaining.
Say who you have spoken to already.
Explain what you want to happen as a result of your complaint.

The Chair of the Local Governing Body will arrange for your complaint to be considered and investigated under the arrangements approved by the Trust. If the
Chair of the Local Governing Body has been involved in discussions to help settle the disagreement at an earlier stage, s/he should arrange for another Governor to
take charge of the investigation. The Governor in charge of investigating the complaint may ask to meet you to discuss your concerns. A Governors’ Complaint
Panel will be appointed for a hearing and will consist of at least three governors who were not directly involved in the matters detailed in the complaint.
You should make sure that the Governors' Complaint Panel is provided with any written information or evidence you intend to use in a formal hearing. You may
bring a friend, representative or interpreter to any meeting if you wish, but you should notify the panel of this before the meeting. The Chair of the Panel may
invite any person who may help establish the facts of the complaint. The Chair should tell you who this person is before the meeting. If any member of staff is
required by the Local Governing Body to attend a meeting they will have the opportunity to be accompanied or represented as they wish. A member of staff
named in a complaint may also choose to attend a meeting, even if not required to do so by the Governors. They may be represented. If this happens, we will
inform you in advance.

When the Panel has fully investigated your complaint, the Chair of the Panel or the Governor in charge of the investigation will write to you to tell you the findings.
These findings will be reported to the Local Governing Body. The Chair of the Local Governing Body will then write to you confirming the outcome of your
complaint and any agreed actions to be taken. Our Local Governing Body will aim to deal with your complaint within 28 school days (5½ weeks).

5. Alternative contacts for specific circumstances
As we are a multi academy trust, there are additional levels of governance who assume responsibility under specific circumstances for stage 2. Namely:




Where the complaint relates to the CEO, a Trustee or a Member, the Chair of the Board of Trustees assumes responsibility.
Where the complaint relates to a Governor, the Chair of the Local Governing Body assumes responsibility.
Where the complaint relates to the Chair of the Local Governing Body, the Chair of the Board of Trustees assumes responsibility.
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6. Further recourse
Most complaints are resolved by this process. However, academies operate independently of the Local Authority and as such, the Local Authority is unable to
investigate complaints regarding academies even if the complaint relates to Special Educational Needs provision. Parents wishing to escalate a complaint about an
academy which has not been satisfactorily resolved through the Trust’s complaints procedure should contact the Secretary of State at the Department for Education
and request that the complaint be passed to the Education Funding Agency (EFA) and the Secretary of State are as follows:
Academies Central Unit (Academy Complaints)
Education Funding Agency
Earlsdon Park
53-55 Butts Road
Coventry, CV1 3BH
Email: academyquestions@efa.education.gov.uk
The Secretary of State, Department for Education
Sanctuary Buildings, Great Smith Street
London, SW1P 3BT
Telephone: 0870 000 2288
Website: www.education.gov.uk
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7. Recording Complaints
We will record the progress of any complaint and the final outcome. A brief note of meetings and telephone calls will be kept and a copy of any written response
added to the record.

8. Local Governing Body Review
The Local Governing Body will monitor the level and nature of complaints and review the outcomes on a regular basis to ensure the effectiveness of the procedure
and feed back to the KaleidoscopeAspire Central Team where changes are necessary. Where we share complaints information shared with the whole LAB,
individuals should not be named
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Appendix 1 Informal Complaint Form
Please use this form if you would like to record any contact with members of staff about your concerns.

Name (print please)
Signed
Date
Name of member of staff spoken to:
The information on this form is confidential to you but you may ask for it to be photocopied and a copy kept by the member of staff you spoke to.
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Formal Complaint Form

Please return this form to the Chair of Governors (contact details available from the academy office).

Your Name
Address
Postcode
Telephone No.

Day and
Evening

What is it you want to complain about?

Have you followed Stage 1 and 2 of the Complaints
Policy?

When did you do this?

YES

Date:

NO
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What happened when you complained in Stage 2?

What would you like us to do to put things right?

Signed
Date
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